The Critical Success Factors (CSFs) of managing businesses: a comparison study between the Malaysian and Indonesian

entrepreneurs in the franchise industry / Ahmad Asri Abd Samat, Shaira Ismail and Norhayati Mohamad Noor by Abd Samat, Ahmad Asri et al.
THE CRITICAL SUCCESS FACTORS (CSFs) OF MANAGING BUSINESSES: 
A COMPARISON STUDY BETWEEN THE MALAYSIAN AND INDONESIAN 
ENTREPRENEURS IN THE FRANCHISE INDUSTRY
INSTITUT PENGURUSAN PENYELIDIKAN 
UNIVERSITI TEKNOLOGI MARA 
40450 SHAH ALAM, SELANGOR 
MALAYSIA
BY :
AHMAD ASRI ABD SAMAT 
SHAIRA ISMAIL 
NORHAYATI MOHAMAD NOOR
DECEMBER 2009
ACKNOWLEDGEMENT
Our deepest appreciation and thank you to those whom directly or 
indirectly support the successful completion of this research.
Among them :
Prof. Madya Mohd Zaki Abdullah 
(Director UiTM Pulau Pinang)
Prof. Madya Ir Damanhuri Jamaluddin 
(Deputy Director Center o f Industry Linkage)
Dr Nor Aziyah Binti Bakhari 
(Coordinator RMU UiTM Pulau Pinang)
and
Family and friends that help and encourage our determination and hard work 
completing this research. We really appreciate it.
TABLE OF CONTENTS
CONTENTS PAGE NO
ACKNOWLEDGEMENTS
TABLE OF CONTENTS iv
LIST OF TABLES vi
ABSTRACT vii
CHAPTER 1 INTRODUCTION
1.1 Introduction 1
1.2 Problem Statement 2
1.3 Objectives of Study 3
1.4 Research Methodology 3
1.5 Keywords 5
1.6 Significance of Study 10
1.7 Scope of Study 11
CHAPTER 2 LITERATURE REVIEW
2.1 Introduction 12
2.2 Franchise Industry in Malaysia : An Overview 22
2.3 Malaysian Entrepreneur 25
2.4 Critical Success Factors (CSFs) 28
2.5 Franchising 38
2.6 Competitive Advantage 56
iv
CHAPTER 3 FINDINGS AND ANALYSIS
3.1 Introduction 58
3.2 Critical Success Factors (CSFs) Malaysian Franchisees 58
3.3 Critical Success Factors (CSFs) Indonesian Franchisees 61
3.4 Franchisors Support and Assistances 67
3.5 The Degree Of Franchisors And Franchisee Relationships 69
3.6 A Comparison analysis between Indonesian and 
Malaysian perceptions on competitive advantages; The 
differences and similarities
70
3.7 Government roles and functions in ensuring the survival of 
franchise business
74
3.7.1 Franchise Industry in Malaysia 74
3.7.2 Franchise Industry in Indonesia 84
CHAPTER 4 CONCLUSION 95
REFERENCES 101
APPENDIX A SAMPLE OF QUESTIONAIRE
APPENDIX B SPSS RESULTS
APPENDIX C PHOTOS DURING DATA COLLECTION STAGE IN 
JAKARTA
V
ABSTRACT
This research is initiated to explore the Critical Success Factors (CSFs) which are 
crucial for businesses in order to sustain in a competitive business environment 
amongst the Malaysian and Indonesian franchisees. As to gather the information, the 
researchers have identified several CSFs as a benchmark so that we could analyse its 
relationships to the successful criteria of doing business. Our hypothesis is that, 
Malaysian and Indonesian franchisees are differed in their business approaches and 
perceptions towards the business competitive advantage. We also examined the six 
aspects of business competitive advantage; financial, physical, human, product, 
customer and competition aspects to make a rationale comparison between Malaysian 
and Indonesian franchisees in maintaining their business survival.
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